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Workshop  Draws  Participants  From  Across  the  Province 


On  November  5 and  6,  ATEC  held  the 
First  Annual  Professional  Development 
Workshop  for  Tourism/Service  Industry 
Professionals  and  Educators  in  Calgary, 
entitled  Beyond  Talk  - Creating 
Partnerships  that  Work. 

Participants  representing  education, 
both  secondary  and  post-secondary,  and 
industry  came  together  at  Heritage  Park  to 
develop  ideas  on  how  to  create  more 
effective  partnerships  between  industry  and 
education. 

Discussion  focused  on  how  to 
communicate  partnership  opportunities  and 
benefits  to  both  industry  and  the  community 
at  large,  how  to  access  resources  to  fund 
and  coordinate  partnerships,  and  how  to 
communicate  to  educators  what  industry 
and  students  are  looking  for. 

Some  excellent  ideas  were  generated 
during  the  break-out  groups  and  plenary 
discussions.  Participants  identified  the 


need  to  expand  the  involvement  of  industry 
associations  in  developing  partnerships,  to 
increase  the  involvement  of  students  in 
developing  partnerships,  and  to  create 
"win-win"  situations  with  respect  to 
industry-education  partnerships. 
Participants  also  identified  the  need  to 
increase  awareness  of  the  tourism  program 
in  the  high  schools,  and  of  the  benefits  of 
a career  in  tourism  to  students,  parents, 
industry,  and  the  community  at  large. 

The  workshop  also  offered 
informative,  interactive  sessions  on  topics 
such  as  ecotourism,  hooking  industry  on 
work  experience  programs,  and  preparing 
students  for  jobs  in  the  tourism  industry. 
In  addition,  ATEC  was  fortunate  to  have 
two  outstanding  keynote  speakers.  Tom 
McCabe,  the  new  President  and  CEO  of 
the  Alberta  Tourism  Partnership  discussed 
the  emerging  trends  in  the  industry,  and 
Alex  Gordon  of  the  Alberta  Chamber  of 


Coast  Hotels  Leads  the  Way  in 
Professional  Certification 


On  November  29,  Coast  Hotels  and 
Resorts  announced  that  they  will  be  the 
first  hotel  chain  in  Alberta  and  B.C.  to 
implement  chian-wide  occupational 
certification  for  its  employees  through 
ATEC  and  the  Pacific  Rim  Institute  for 
Tourism,  ATEC's  sister  organization  in 
British  Columbia. 

The  five-year  program,  which  involves 
a financial  investment  of  over  $ 1 00,000,  is 
part  of  Coast's  staff  development  plan, 
aimed  at  further  enhancing  the  skills  and 
expertise  of  its  key  front-line  employees. 

The  announcement  follows  the  release 
of  the  Hotel  Association  of  Canada's 
Human  Resources  Study  on  the  Canadian 
Accommodations  Industry,  which 
identifies  a need  for  standardized  training 
and  occupational  certification  for  tourism 
employees  across  the  country. 

Franco  Anglesio,  President  of  Coast 
Hotels  & Resorts,  says  occupational 
certification  is  essential  in  today's 
hospitality  industry.  "By  providing  Coast 
employees  with  an  opportunity  to  upgrade 
skills  through  professional  certification, 


we  are  able  to  demonstrate  our  commitment 
to  attract  and  retain  the  best  qualified  people 
in  the  industry,"  says  Anglesio.  "That 
means  a higher  and  consistent  level  of 
service  for  our  guests." 

John  Stafford,  ATEC's  Manager  of 
Standards  and  Certification,  commends 
Coast  Hotels  for  its  leadership  role. 
"Professional  Certification  has  always 
represented  an  outstanding  way  for  tourism 
and  hospitality  businesses  to  demonstrate 
to  their  customers  that  they  are  dedicated 
to  giving  the  highest  levels  of  service," 
says  Stafford.  "We  are  extremely  pleased 
that  Coast  Hotels  is  leading  the  way  in 
terms  of  making  a commitment  to  staff 
training." 

While  the  Coast  Terrace  Inn  in 
Edmonton  - the  only  hotel  in  the  chain  in 
Alberta  - has  already  certified  about  30 
people,  they  anticipate  certifying  an 
additional  50  people  in  the  new  year. 

The  Coast  Terrace  Inn 
will  hold  its  Train-the-Trainer 
on  February  5,  1996. 


Resources  discussed  how  to  create 
partnerships  that  work. 

Anyone  who  is  interested  in  obtaining 
a summary  of  the  ideas  discussed  at  the 
workshop  may  contact  ATEC  at  422-07 8 1 , 
or  toll-free  outside  Edmonton  at  1-800- 
265-1283. 

ATEC  is  planning  to  host  this 
workshop  on  an  annual 
basis.  Be  sure  to  plan  to 
attend  next  year's  workshop, 
to  be  held  in  October. 


ARFA  Appoints  New 
President 

Congratulations  to  Elizabeth 
Kuhnel,  who  was  recently  appointed 
President/CEO  of  the  Alberta 
Restaurant  & Foodservices 
Association. 

Elizabeth  is  one  of  the  charter 
industry  representatives  involved  in 
the  formation  of  ATEC.  We  look 
forward  to  continuing  our  very  strong 
working  relationship  with  the  ARFA 
through  her! 


"One  of  the  most  feared 
expressions  in  modern  times  is 
'The  computer  is  down'" 

-Norman  Augustine 
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ATEC  Welcomes 
New  Staff 

ATEC  is  pleased  to  welcome  a number 
of  new  staff  members. 

Lucie  Tettemente  has  joined  the  Sales 
& Marketing  team  in  the  Edmonton  office. 
Lucie  brings  a food  service  background  to 
her  position  with  ATEC.  She  was  Sales 
Manager  of  Food  Service  for  the  Northern 
Alberta  Dairy  Pool,  and  worked  closely 
with  the  Canadian  Food  Service  Executive 
Association  and  the  Alberta  Restaurant 
and  Foodservices  Association. 

Jackie  Ross  will  be  working  with  Liz 
van  Ramele  in  the  Calgary  office.  Jackie 
brings  a tourism  background  in  marketing 
from  Sunshine  Village  in  Banff,  where  she 
held  the  position  of  Executive  Assistant, 
Marketing  and  Event  Coordination.  She 
was  also  Senior  Tour  Directorwith  Carefree 
Express,  and  has  served  with  ATEC  in  a 
volunteer  capacity  with  the  Standards  and 
Certification  program. 

Karen  Barnes  joined  the  ATEC  team 
in  October  in  the  Standards  and 
Certification  area.  Karen  comes  to  ATEC 
from  Alberta  Vocational  College,  and 
brings  very  strong  skills  in  program 
development  and  management,  as  well  as 
1 1 years  experience  as  an  adult  educator 
with  proven  skills  as  a technical  writer. 
Karen  will  be  working  with  Val  Nichols  in 
the  national  standards  and  training 
development  area. 

Lorie  Jacobsen  will  start  on  January 
2 as  Assistant  Administrator  for  the 
Standards  and  Certification  area.  Lorie 
will  be  working  closely  with  Val  Nichols 
and  Karen  Barnes  in  administrating  the 
national  standards  validation  project  for 
the  Canadian  Tourism  Human  Resource 
Council.  She  will  also  help  Standards  and 
Certification  staff  in  the  programs  area. 

Jackie  Berget  will  take  on  the  position 
of  Sales  & Marketing  Secretary  as  of 
January  2.  Jackie  brings  to  ATEC 
experience  working  at  Coliseum 
Management  and  CP  Hotels.  She  has  an 
Office  Administrator  Diploma  from  NAIT, 
and  will  complete  the  Business 
Administrator  Certificate  in  June 
1996. 

Welcome  to  Lucie,  Jackie, 

Karen,  Lorie,  and  Jackie! 


Array  of  New  Training  Products 
Available  for  the  Tourism  Industry 


As  of  December,  ATEC  is  offering  an 
exciting  range  of  new  training  products  for 
Alberta’s  tourism  industry,  based  on 
national  occupational  standards. 

“It’s  part  of  the  national  workplan  of 
the  Canadian  Tourism  Human  Resource 
Council  (CTHRC)”  says  A1  Parsons,  ATEC 
Executive  Director.  “Alberta’s  industry 
leaders  told  us  that  training  manuals  and 
products  are  what  was  needed,  so  we  took 
that  national." 

The  result  is  a workplan  through  to 
1998  that  will  provide  ATEC  with  a 
complete  array  of  training  tools  for  every 
sector  of  the  tourism  industry.  As  a 
founding  member  of  the  national  council, 
ATEC’s  involvement  and  expertise  has 
been  key  in  developing  the  new  products. 

The  new  products  will  be  focused  on 
the  following  areas: 

Front  Line: 

• Certification/Training  Workbooks  for 
key  front-line  positions.  Workbooks  are 
now  available  for  Housekeeping  Room 
Attendants,  Front  Desk  Agents,  and  Food 
& Beverage  Servers. 

• Training  videos  covering  a wide  variety 
of  subject  areas  and  occupations. 

• Multi-Media  programs  for  specific 
applications. 

Supervisory: 

• Certification/Training  Workbooks  for 
key  occupations. 

• Train-the-Trainer  programs  in  both  a 
workshop  and  distance  delivery  format. 

• Training  videos  to  support  supervisor 
training. 

• Multi-Media  programs  for  specific 
applications. 

• Supervisory  Skill  Builders  programs. 

Management: 

• Management  Skill  Builders  programs. 

• Workshop  modules  for  Tourism  Product 
Development,  Product  Packaging  and 
Product  Marketing. 

• “How  to”  guides  for  starting  and 
operating  a variety  of  tourism  small 
businesses. 

• Employer  Guide  to  Human  Resource 


Development. 

Other: 

• Cross-Training  Workbooks  for  tourism 
small  businesses. 

• Cultural  sensitivity  training  manuals  and 
videos. 

• Special  needs  training  products. 

• National  environmental  awareness 
programs. 

The  majority  of  the  program 
development  will  be  completed  by  late  fall 
1996,  but  new  products  will  continue  to 
arrive  every  month  overthe  nexttwo  years. 

For  the  latest  information 
call  ATEC  at  422-0781,  or 
toll-free  at  1-800-265-1283 
outside  of  Edmonton. 


. Give  your  >v/vv\ 

Albekia 

*BEST 

Upcoming  Seminars 


The  following  seminars  are  pending 
for  January  and  February.  Please 
contact  Gehrke-Proctor  Training  & 
Personnel  Services  at  529-3835  for 
more  information 


Medicine  Hat 

January  8/9 
January  16 
February  5/6 
February  13 
February  20 
February  21 


Management  Seminar 
Staff  Seminar 
Management  Seminar 
Staff  Seminar 
Staff  Seminar 
Staff  Seminar 


Brooks 

Janaury  16  Staff  Seminar 

January  22  Staff  Seminar 

January  22/23  Management  Seminar 
January  23  Staff  Seminar 
February  26  Staff  Seminar 
February  26/27  Management 
Seminar 

February  27  Staff  Seminar 
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ALBERTA  BEST  Takes  On 
an  "International  Flavour" 

On  November  9 & 10,  a group  of 
twelve  transportation  executives  from 
China  completed  an  ALBERTA  BEST 
Management  Seminar  in  Edmonton. 

Travelling  across  Canada  on  a 
Canadian  International  Development 
Agency  (CIDA)  program  hosted  by  Stanley 
Engineering  Ltd.,  the  group  was  studying 
Canadian  Comprehensive  Transport 
Management.  ALBERTA  BEST  proved 
to  be  the  ideal  way  to  acquaint  themselves 
with  the  latest  in  Customer  Service 
Excellence. 

Neil  Murray,  President  of  Personnel 
Development  Specialists  Ltd.  conducted 
the  workshop.  A unique  feature  was  the 
use  of  a simultaneous  translator.  Many 
flipcharts  were  done  in  Chinese  to  facilitate 
communication.  The  content  of  the  course 
was  judged  to  be  of  considerable  value  to 
the  delegates,  especially  the  "custom- 
tailored"  case  studies,  and  much  was  seen 
to  be  easily  applicable  to  their  own  jobs. 

Earlier  this  year,  Neil  also  taught  an 
ALBERTA  BEST  Management  Seminar 
to  a group  of  twelve  Jordanian  Tourism 
Executives,  through  the  auspices  of  the 
University  of  Calgary.  They  too  saw  the 
ALBERTA  BEST  message  to  be  quite 
relevant  to  improving  the  service  they 
offer  to  their  customers  in  the  Middle  East 
and  elsewhere. 


ATEC  to  be  Privatized 
by  March 

After  months  of  preparation  and 
negotiation,  ATEC  will  finally  become 
operational  as  a not-for-profit  corporation 
by  March,  1996. 

This  will  mark  the  end  of  ATEC's 
history  as  a crown  agency  closely 
associated  with  the  Department  of 
Economic  Development  and  Tourism, 
although  a close  relationship  will  continue 
to  exist. 

All  of  us  at  ATEC  wish  to  express  our 
continuing  appreciation  to  all  the  people  in 
the  Department  that  have  been  so 
supportive  and  who  have  worked  very 
hard  in  ATEC's  interests  during  our  move 
to  privatization. 


SERVICE  BEST  Set  to  Take  Off  in  South  Africa 


SERVICE  BEST  is  gaining  a world- 
wide reputation  as  a high-quality  customer 
service  training  program!  SERVICE  BEST 
is  the  name  under  which  ALBERTA  BEST 
is  being  sold  outside  the  province. 

The  ALBERTA  BEST/SERVICE 
BEST  Train-the-Trainer  held  at  the 
beginning  of  October  included  two  new 
trainers  from  South  Africa. 

The  trainers,  Colin  and  Peter  van  Zyl, 
a father-and-son  team,  represent  Tourism 
Spectrum  C.C.,  a management,  marketing 
and  information  services  company. 

Although  they  recognize  a need  for 
customer  service  training  in  the  service 
industry  in  South  Africa  in  general,  they 
have  decided  to  begin  by  focusing  on  the 
tourism  and  hospitality  industry. 

Already  the  program  has  been 
registered  with  the  Hospitality  Industries 
Training  Board  of  South  Africa,  which 
means  that  all  member  organizations 
(which  includes  most  hotels,  guesthouses, 
and  restaurants  in  South  Africa)  are  eligible* 
to  claim  back  50%  of  their  training 
expenses. 

The  van  Zyls  have  also  made  a formal 
proposal  to  the  Western  Cape  Provincial 


Tourism  Board  to  train  all  the  tourist 
information  office  staff,  and  they  plan  to 
market  the  program  to  tourist  boards  and 
industry  organizations  in  all  Southern 
Africa  countries. 

Says  Colin,  "Even  before  any  formal 
advertising  on  my  part,  we  probably  have 
enough  potential  clients  lined  up  to  keep  us 
very  busy  in  the  new  year." 

The  van  Zyls  heard  about  the  program 
from  Dr.  Peter  Williams  at  Simon  Fraser 
University  in  British  Columbia.  After 
checking  out  numerous  service  excellence 
programs  internationally,  they  decided  to 
approach  ATEC  about  the  SERVICE  BEST 
program. 

The  van  Zyls  were  impressed  with  the 
high  quality  of  tourism  programs  in 
Alberta.  "Of  all  the  various  international 
boards  surveyed,  Alberta  was  tops, 
particularly  as  regards  practical 
application,"  says  Colin.  He  adds  that  he 
was  most  impressed  with  the  quality  of  the 
course  materials,  the  adaptability  of  the 
program,  and  the  expertise  and 
professionalism  of  ATEC  staff  and  trainers . 

We  wish  Colin  and  Peter  all  the  best  in 
launching  the  program  in  South  Africa! 


School  Learns  ABCs  of  Service 

On  November  10, 1995,Dickensfield 
Junior  High  School  became  the  first  school 
in  the  province  to  have  their  entire  staff 
ALBERTA  BEST  trained.  Administrators, 
teachers,  office  and  custodial  staff  all 
received  their  training  during  an  exciting 
one-day  session  at  the  Royal  Glenora  Club. 

Edith  Martin,  an  ALBERTA  BEST 
trainer  for  Personnel  Development 
Specialists  Ltd.,  and  a former  teacher, 
adapted  the  program  to  meet  the  needs  of 
the  challenging  school  environment.  The 
staff  were  very  enthusiastic  and  quickly 
related  the  concepts  of  the  program  to  their 
school. 

Mr.  Ross  Tyson,  the  Principal  of 
Dickensfield  should  be  commended  for 
his  initiative  in  providing  his  staff  with  this 
unique  training  experience.  His  foresight 
will  help  ensure  that  Dickensfield  School 
continues  to  be  a leader  in  providing 
"service  excellence." 


Serving  Their  Best! 


ATEC  would  like  to  congratulate 
the  following  winners  of  the  Serv-us 
Best!  Contest: 


September:  Faye  Harley,  Capital 
City  Savings 

October:  Karina  Lambert, 

Kilmorey  Lodge 

November:  John  & Elaine  Bright, 
Aspenhill  Lodge 

The  contest  is  part  of  the  Serving 
You  Our  Best!  Business  Recognition 
Program,  which  recognizes  businesses 
for  making  a commitment  to  staff 
training.  Customers  nominate 
employees  for  giving  ^ 
them  outstanding 
service. 

Congratulations  to  you  O 
all  winners!  BESI 


